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Introduction 

This note presents the views of stakeholders 

concerning the state of play of electronic 

commerce in Kenya. The note was prepared 

based on data collected from stakeholders 

through key informant interviews, phone calls, 

electronic communications, and field visits. 

The stakeholders were sampled from the 

following institutions:  

 The Ministry of Information and 

Communication Technology (ICT) – 

The ministry in charge of ICT policy 

development and implementation.  

 Ministry of Industry, Trade and 

Cooperatives (State Department for 

Trade) - The Ministry in charge of 

developing and implementing trade 

policy in Kenya.  

 Kenya Institute for Public Policy 

Research and Analysis (KIPPRA) – A 

public policy research and analysis 

think tank/ organization that conducts 

policy research and analysis in several 

areas including trade.   

 Maasai Mara University, School of 

Busienss and Economics – A 

chartered public university that offers 

courses in several disciplines including 

economics and conducts reserach on 

diverse areas such as trade.  

 

Context  

The Digital Revolution that began in the 20th 

century has significantly transformed the 

global commercial landscape by facilitating the 

advent of e-commerce as an efficient way of 

conducting domestic and cross-border trade. 

Basu (2007) defines e-commerce as the 

sharing of business information, maintaining 

business relationships, and conducting 

business transactions through 

telecommunication networks. E-commerce 

entails buying and selling or exchange of 

goods and services, as well as, information 
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through computer supported networks, 

primarily the internet (Basu, 2007).  

 

In Kenya, the e-commerce sector is rapidly 

growing with annual transactions valued at 

Kshs. 50 billion as at the end of 2015. The 

major players in the sector include online 

retailers such as Jumia, Kaymu, OLX, and 

Rupu; courier companies that deliver products 

purchased online to customers; payment 

solutions providers such as M-Pesa and 

JamboPay; and suppliers of various products 

and services that are sold through online 

platforms. The main stakeholders in the e-

commerce sector include the Communication 

Authority which is the regulator; the Ministry of 

Information and Communication Technology 

(ICT) which is responsible for policy 

formulation; e-commerce traders that include 

online retailers, wholesalers, and service 

companies; professional associations such as 

the Information and Communication 

Technology Association of Kenya (ICTAK); 

and consumers (MoICT, 2014). Other 

stakeholders include support services 

suppliers such as internet service providers 

and mobile telephony companies that provide 

the infrastructure for e-commerce, as well as, 

commercial banks that facilitate payment.  

The Kenya Information and Communications 

(Amendment) Act, 2013 provides the legal 

framework for participation in e-commerce in 

Kenya. The Act provides from the 

establishment of the Communication Authority 

to develop and regulate the ICT sector 

including e-commerce. The National ICT 

Policy promotes e-commerce through 

strategies that enhance human capital 

development, access to e-commerce 

infrastructure, and security (MoICT, 2016). 

Additionally, there are several specific 

regulations, guidelines, and code of practice 

that promote the e-commerce sector by 

streamlining issues such as fair competition, 

setting tariffs, and use of ICT infrastructure. In 

Kenya, e-commerce provides opportunities for 

integration in regional trade by facilitating 

efficient cross-border transactions. Trade 

opportunities exist in the retail industry, as well 

as, other services sectors such as business 

process outsourcing, financial services, and 

consultancy.  

 

Stakeholder Perspectives  

Main Sectors Involved in E-

commerce  

The key informants indicated that e-commerce 

has been adopted in one way or another in 

virtually all sectors of the economy. However, 

the sectors that are highly involved in e-

commerce include retail/ wholesale, tourism, 

transport, banking/ financial services, and 

agriculture. In the wholesale and retail sector, 

e-commerce is used by supermarkets, 

electronics, and apparel, petroleum, and car 

dealerships among others to sell their 

products. This includes execution of import 

and export functions. In the tourism sector, e-

commerce facilitates online hotel booking and 

marketing. Additionally, restaurants are 

increasingly using mobile applications and 

internet-based platforms such as 

https://food.jumia.co.ke/ to receive orders from 

customers. Transporters (taxis) use online 

platforms such as Uber to obtain customers, 

whereas vehicle dealers use websites to 

import cars/ spare parts and sell the same to 

customers in Kenya. In the financial services 

sector, banks use the internet and mobile 

platforms to offer services such as savings, 

credit, and money transfer. The Nairobi 

Securities Exchange and stockbrokers have 

also adopted online trading in securities. In the 

Agriculture sector, solutions such as E-soko 

are used for selling agricultural produce, as 

well as, to receive farming and market 

information.  

https://food.jumia.co.ke/
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Policies and Actions 

Required to Promote E-

commerce  

The key informants indicated that appropriate 

tax policies are needed to promote the growth 

of e-commerce in Kenya. The policy 

interventions should provide tax incentives to 

encourage entry by firms in the e-commerce 

sector. Additionally, regulations should be 

enhanced to ensure fair competition, 

consumer protection, and cyber security. 

Policies that promote access to information 

were also considered to be important for 

development of the e-commerce sector. In this 

respect, the stakeholders underscored the 

need to enact the Access to Information Bill, 

2015 to facilitate access to information held by 

government/ private entities that may be 

required for effective implementation of e-

commerce. At the regional level, the key 

informants called for harmonization of ICT and 

e-commerce policies in the East African 

Community (EAC) to promote cross border e-

commerce. Overall, the stakeholders felt that 

Kenya has already developed several policies/ 

strategy documents to promote e-commerce. 

These include the Cyber Security Strategy, 

2014; National ICT Master-plan; and National 

Broadband Strategy. Therefore, effective 

implementation of the policy interventions 

enshrined in these strategy documents is 

required to boost the growth of the e-

commerce sector.   

Challenges Facing 

Stakeholders in the 

Identified Sectors 

The interviewed stakeholders identified 

several challenges associated with the use of 

e-commerce. To begin with, fraud and lack of 

trust among parties in an online transaction 

were identified as the main challenges. Loss of 

personal information due to tapping of 

confidential data from unsuspecting online 

shoppers through software is also a major 

concern since the information can be used to 

hack customers’ bank accounts. Thus, 

customers are reluctant to use e-commerce to 

make purchases due to the rising cases of 

cyber-based fraud and the fact that online 

transactions involve dealing with unknown 

people. The major e-commerce fraud cases 

include loss of money due to non-delivery of 

goods paid for, as well as, delivery of 

substandard or goods that are significantly 

different from the purchased items.   

 

The high cost of e-commerce was also 

considered a major challenge that needs to be 

addressed. High cost was attributed to among 

other factors, the cost of internet, installing e-

commerce infrastructure, and training staff to 

use e-commerce platforms. Given the dynamic 

nature of e-commerce, traders have to incur 

high maintenance costs in order to upgrade 

and align their infrastructure to new 

technologies and market needs.  

 

Lack of appropriate channels to deal with 

consumer complaints was also cited as a 

major challenge. Most consumers are either 

not aware of existing mechanisms for 

addressing grievances or are not willing to use 

them due to time and resource limitation. This 

leads to dissatisfaction, which in turn reduces 

the use of e-commerce. Resistance and 

conflict of interest also hinder the growth of e-

commerce in Kenya. Resistance arises from 

the fact that e-commerce can lead to job 

losses along a given value chain. It can also 

lead to loss of business among companies 

that lack a strong online presence. Other 

challenges include high dependence on off-

shore hosted content, low levels of ICT use, 
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limited availability/ use of credit cards, and 

inadequate skilled human resources and key 

technologies to promote e-commerce usage.  

 

Interventions to Address 

the Challenges  

The key informants suggested the following 

recommendations to deal with the challenges 

bedevilling the e-commerce sector. First, the 

government should invest in building capacity 

within the regulatory bodies to effectively 

implement e-commerce related policies and 

regulations. This includes institutionalizing ICT 

training and skills upgrading through on the job 

training programs. Creating capacity will also 

help in developing new or reviewing existing 

policies to boost the growth of e-commerce. 

Second, consumer protection agencies need 

to enhance their surveillance capacity to 

identify consumer rights that may be violated 

through e-commerce platforms. This includes 

creation of an appropriate platform for filing 

and addressing consumer complaints.  

Third, awareness campaigns should be 

implemented to sensitize citizens/ traders on 

their rights while engaging in e-commerce, 

available e-commerce solutions and their 

benefits, and how to engage in e-commerce 

safely. This will help in reducing cybercrime 

and resistance to e-commerce. The use of 

credit cards should also be promoted through 

awareness campaigns to enhance e-

commerce. The key informants noted that 

creating awareness in the e-commerce sector 

has not been done adequately despite the fact 

that it is provided for in the National ICT 

Policy. Finally, ICT infrastructure should be 

expanded to reduce the cost of e-commerce. 

As the cost decline, the uptake of e-commerce 

is likely to increase, thereby accelerating the 

growth of the sector.  

 

Way Forward and 

Recommendations for 

WTO Negotiators  

Although significant progress has been made 

by the government and other stakeholders in 

developing the e-commerce sector in Kenya, a 

more comprehensive and harmonized policy, 

legal, and regulatory framework is needed to 

realize the full potential of the sector. Policy 

interventions should support investment and 

development of ICT and e-commerce; ensure 

nationwide affordability and access to ICT/ e-

commerce platforms; research and 

development in the sector; and ethical and 

moral conduct. Other issues to be addressed 

include protection of user privacy and cyber 

security.  

Therefore, the World Trade Organization 

(WTO) negotiators should negotiate for 

increased liberalization of the e-commerce 

sector through elimination of existing 

regulatory barriers. This will enhance market 

access, thereby promoting cross border trade 

through e-commerce at the global and regional 

level. Negotiating for reduction in the tariff/ 

duty imposed on goods and services 

purchased through e-commerce platforms is 

equally important for promoting the sector in 

developing countries such as Kenya. 

Additionally, the stakeholders indicated that 

WTO should reconsider the development of e-

commerce strategy and how to measure its 

effectiveness within the African context to 

ensure success.  
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